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Provide effective and efficient support services that encompass preparing the official city 
record, conducting elections, and providing human resources and information system services. 

 
A b o u t  A d m i n i s t r a t i v e  S e r v i c e s   

The Administrat ive Services Department 
consists of three divis ions:  Ci ty Clerk,  Human 
Resources, and Informat ion Systems. The 
Department is  a lso responsible for  managing 
the Ci ty ’s  Legislat ive Program and high prof i le 
special  projects.  The Department provides 
important services to over 1,076 c i ty employees 
and the community.   

The City Clerk provides answers to quest ions 
f rom the publ ic  regarding c i ty services and 
maintains the of f ic ia l  c i ty  counci l  meeting 
minutes and records.   

Human Resources recrui ts  employees, develops 
pol ic ies and administers the benef i t  and 
tra ining programs.  

Information Systems provides technical and 
user support  for  over 750 desktop computers,  
the Financial  Management System, central ized 
GIS, Web Services,  and Computer t ra in ing.  
 

 
 
 
 
 
 
 
 
 

F i s c a l  Y e a r  2 0 1 0  
B u d g e t  H i g h l i g h t s  

The Administrative Services department 
will be responsible for: 

 Coordinating the Citywide Records 
Management Program and the new 
electronic Workstream Council 
agenda preparation system. 

 Reviewing and updating Human 
Resources’ policies and procedures 
on the City Portal site. 

 Initiating a four-year process to 
replace the City’s multi-million dollar 
Financial Management System. 

 Developing a Citywide Geographical 
Information System (GIS) to better 
collect and manage data. 
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Actual Amended Projected Proposed

FY 2008 FY 2009 FY 2009 FY 2010

Authorized Positions 31.50 31.50 31.50 28.50
Hourly Employee Hours 2,133 1,470 1,278 550

Revenues
Fees and Service Charges 2,537,231$       2,547,934$       2,548,934$       2,437,647$       
Overhead Allocation Recovery 789,880            814,632            814,632            824,402            
Other Revenue 7,208                3,750                2,250                2,500                
General Fund Subsidy 1,474,470         1,400,656         1,185,404         1,390,219         
Total Department Revenue 4,808,789$       4,766,972$       4,551,220$       4,654,768$       

Expenditures
Salaries and Benefits 3,080,593$       3,362,336$       3,154,139$       3,098,943$       
Supplies and Services 971,897            1,096,569         965,445            954,763            
Special Projects 383,396            139,251            93,754              326,422            
Non-Capital Equipment 299,722            278,280            277,279            250,310            
Capital Equipment 12,600              5,500                5,500                -                        
Appropriated Reserve -                        13,433              10,750              24,330              

Total Operating Expenditures 4,748,208$       4,895,369$       4,506,867$       4,654,768$       

Capital Revenue 450,000 1,030,350 200,000 133,333

Capital Program 148,484            1,484,700         437,050            133,333            

Addition to (Use of) Reserves 4,446,692$       5,349,719$       4,743,917$       4,654,768$       

 
D e p a r t m e n t  F i n a n c i a l  a n d  S t a f f i n g  S u m m a r y  

The Administrat ive Services Department is budgeted in the General Fund and the Information 
Services ICS Fund. 
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Response to  Economic  Cr is is  
 
A m o u n t  N e e d e d  t o  B a l a n c e  

Al l  depar tments  are requi red to  cut  the i r  FY 2010 Genera l  Fund budgets  and/or  ident i fy  
addi t ional  revenues to ta l ing $7.4 mi l l ion c i tywide.   The Admin is t ra t ive Serv ices Depar tment ’s 
share of  the $7.4 mi l l ion is  $243,484.    

The $243,484 in  Genera l  Fund reduct ions wi l l  come f rom budget  cuts  in  the Ci ty  Clerk  
($78,762)  and Human Resources ($164,722)  Div is ions.   

 

B a l a n c i n g  S t r a t e g y  

The Admin is t rat ive Serv ices Depar tment ’s  s t ra tegy to  generate the necessary sav ings of  
$234,484 focuses on e l iminat ing vacant  pos i t ions and reduc ing l ine i tem budgets ,  inc lud ing 
reduct ions in  employee t ra in ing as d iscussed below:    

 

R e d u c t i o n  i n  N o n - P e r s o n n e l  C o s t s  ( $ 9 1 , 8 5 0 )  

 Reduce Meet ing,  Travel  and Suppl ies  Expendi tures in  the Ci ty Clerk  and Human Resources 
Div is ions ($14,568)  

 Reduce LEAP t ra in ing program budget  ($20,864)  

 Reduce Ci ty Leadersh ip Academy t ra in ing program budget  ($33,140)  

 Reduce Educat ional  Tu i t ion Reimbursement  program budget  ($23,278)  

 
W o r k f o r c e  R e d u c t i o n s  ( $ 1 5 1 , 6 3 4 )  

 The e l iminat ion of  two pos i t ions,  the vacant  Human Resources Ass is tant  and Deputy  Ci ty 
Clerk ,  wi l l  save $144,912.   The e l iminat ion of  the hour ly employee in  the Human Resources 
Div is ion wi l l  save an addi t iona l  $6,722.   

 
S e r v i c e  L e v e l  I m p a c t s  

The Admin is t rat ive Serv ices Depar tment ’s  pr imary purpose under  the Genera l  Fund is  to  
prov ide Ci ty Clerk  and Human Resources-re la ted serv ices to o ther  Ci ty operat ions and the 
publ ic .   As such,  the cuts  in  s ta f f ing wi l l  have a measurable  impact  on the Admin is t ra t ive 
Serv ices Depar tment ’s  ab i l i ty  to  prov ide in terna l  and externa l  serv ices.    
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S e r v i c e  L e v e l  I m p a c t s  ( c o n t ’ d )  

With the e l iminat ion of  the vacant  Deputy Ci ty  Clerk  pos i t ion,  cur rent  s taf f  wi l l  have to  assume 
dut ies normal ly per formed by a  th i rd  Deputy Ci ty Clerk .   As a resu l t ,  de lays could  occur  in  the 
fo l lowing areas:  

 Prepar ing Ci ty Counc i l /RDA minutes 

 Prepar ing Ci ty adv isory  group oath o f  o f f ices,  new rosters ,  updat ing adv isory group web 
pages and out reach for  33 Boards and Commiss ions 

 Track ing and fo l lowing-up wi th  the  Ci ty  Counci l  and board/commiss ion members on the 
s tate-mandated eth ics  t ra in ing  

 Track ing and fo l lowing-up on over  450 Form 700 f i l ings 

 Responding to research requests  

 Rev iewing c lose to  60 campaign s tatements ,  uploading paper- f i led s ta tements to  the on l ine  
system and admin is t ra t ion of  the onl ine system 

The e l iminat ion of  the vacant  Human Resources Ass is tant  ($73,996)  wi l l  have an impact  on:    

 HR/Payro l l  Process:   overs ight  of  the b iweekly  HR-Payro l l  process;  update o f  the FMS re:  
CAR/MOU/Admin is t ra t ive changes;  mainta in  the Pos i t ion Salary Contro l  Resolu t ion.  These 
funct ions wi l l  sh i f t  back to  a Personnel  Analys t .    

 NeoGov Admin is t ra t ion:   manage the admin is t rat ion of  NEOGOV; handle 
issues/quest ions/system updates;  conduct  t ra in ing for  HR l ia isons and 
managers/superv isors  –  These funct ions wi l l  be  reass igned and l ike ly  to  exper ience de lays 
and updates could  come la ter  than des i red.    

 Records/HR In fo Mgmt:   Records management  re:  maintenance and t imely dest ruct ion.   
Compi le ,  col lec t ,  and analyze P3 data.   Handle l ive-scan/ record check issues/quest ions;  
reso lve issues wi th  the DOJ/PD;  mainta in  employee database wi th  the DOJ.   
Mainta in /update the HR in ternet  and por ta l  s i tes .   These funct ions wi l l  be reass igned and 
l ike ly exper ience de lays  due to  the increased work load.   

 In ternsh ips:   Work wi th  depar tments  re :  in ternship  ava i lab i l i ty ;  g ive presentat ions and s i t  on  
panels  a t  loca l  schools /co l leges re :  in terest  in  government  employment ,  jobs and 
in ternships;  a t tend communi ty and school  job fa i rs ,  and other  out reach oppor tun i t ies ;  
fo l low-up wi th  in terested ind iv iduals  and answer  quest ions – We wi l l  be forced to  
d iscont inue the proact ive  outreach strategy of the internship program .   
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Impact  to reduct ions in  t ra in ing programs are as fo l lows:    

 Reducing the LEAP Tra in ing Program f rom $41,000 to  $20,136 wi l l  mean that  there wi l l  be  
fewer  course of fer ings and fewer  cont racted specia l ty t ra iners .   Under  th is  scenar io ,  we 
would  a lso  recommend e l iminat ing the mandatory t ra in ing requi rement  and make i t  a  
vo luntary program.  

Impact  to reduct ions in  t ra in ing programs are as fo l lows (cont ’d) :    

 Reducing the Ci ty Leadersh ip  Academy (CLA) Tra in ing Program f rom $36,140 to $3,000 
means that  we wi l l  have to  sh i f t  f rom a cont ract  t ra iner  program to an in-house t ra iner  
based program.  Under  th is  new model ,  C i ty Depar tment  Heads,  pr imar i ly,  would  serve as 
ins t ructors .   Depar tment  Heads wi l l  have th is  addi t iona l  funct ion and responsib i l i ty  whi le  
s imul taneously exper ienc ing the impact  o f  the i r  own depar tmenta l  budget  reduct ions.   

 Reducing the Educat ional  Tu i t ion Reimbursement  Program f rom $45,000 to  $21,722 wi l l  
resu l t  in  fewer  oppor tun i t ies  for  employees to  pursue co l lege degrees or  take outs ide 
c lasses wi th  Ci ty sponsorsh ip .   In  the var ious MOUs,  employees are e l ig ib le  to  par t ic ipate 
in  educat ional  re imbursement  cont ingent  upon the funding ava i lab le ,  as out l ined in  the 
Educat ional  Reimbursement  Pol icy.   Addi t ional ly,  the proposed reduced leve l  o f  funding is  
s l ight ly lower  than the average ~$28,000 ut i l i zed over  the past  f ive years  but  wi th in  the 
$20,623 used in  FY 2008.  

 
 



 G-7 

[This page intent ional ly le f t  b lank. ]  



City of Santa Barbara  
Annual Budget for  
Fiscal Year 2010 
 

ADMINISTRATIVE 
SERVICES 
PROGRAMS 
 

  City Clerk’s Office 
 Human Resources 
 Information Systems  
 
  
 

  
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 

 

P R O G R A M S  &  S E R V I C E S  

 G-8 

 
     

City Clerk’s Office 
( P r o g r a m  N o .  1 5 2 1 )  

 
M i s s i o n  S t a t e m e n t  
Ensure the integrity and preservation of the City Counci l ’s record, 
conduct municipal elect ions, coordinate the recruitment and appointment 
process for City Advisory Groups, codify adopted ordinances into the 
City’s Municipal Code, coordinate citywide records management pol icies 
and procedures, and connect residents with their government by 
providing information in a courteous and t imely manner. 

 
P r o g r a m  A c t i v i t i e s   

 Prepare agendas and minutes for al l  City Counci l and Redevelopment 
Agency meetings and periodic adjourned and special meetings.  

 Process City Council approved ordinances, resolut ions, agreements, 
contracts, and deeds and cert i fy the administrat ive record of Counci l  
act ions.   

 Provide public information services and publ ish Municipal Code 
updates. 

 Coordinate the Records Management Program.   

 Administer municipal elect ions.   

 Oversee compliance with the Pol it ical Reform Act as it  relates to 
f i l ing of Campaign Statements and Statements of Economic Interests. 

 Coordinate the recruitment and appointment process for City advisory 
groups. 

 
K e y  O b j e c t i v e s  f o r  F i s c a l  Y e a r  2 0 1 0  

 Complete 100% of customer service requests within 2 working days or 
by the requested deadline. 

 Maintain 90% timely f i l ing rate for Statements of Economic Interests. 

 Complete 88% of Counci l and Redevelopment Agency (RDA) minutes 
accurately within 5 working days. 

 Coordinate the recruitment and appointment process for City Advisory 
Groups, including orientation and training, by June 30, 2010. 

 Coordinate an electronic campaign f i l ing system for candidates, 
committees, and elected off icials. 

 Ensure compliance with the City’s newly adopted municipal elect ion 
campaign disclosure ordinance. 

 

RECENT PROGRAM 
ACHIEVEMENTS 
 
Implemented an 
electronic campaign 
statement filing system 
for elected officials, 
candidates and political 
action committees, 
which is accessible via 
the City’s website. 
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K e y  O b j e c t i v e s  f o r  F i s c a l  Y e a r  2 0 1 0  ( c o n t ’ d )  

 Administer the 2009 General Municipal Elect ion to elect a Mayor, three Counci lmembers, and 
vote on ballot measures on November 3, 2009. 

 Develop stand-alone elect ion procedures manuals for the vote by mail,  pol l worker/ locat ion, 
Central Counting Center and Video Voter programs. 

 Coordinate the Records Management Program and report annual ly on each department’s 
progress in meeting the program’s goals. 

 Coordinate Phase II I  of  the WorkStream module of the agenda management system for 
reviewing and tracking of Counci l Agenda Reports. 

 Conduct an annual Agenda Coordinators meeting to receive department input related to the 
Counci l Agenda Report process. 

 
F i n a n c i a l  a n d  S t a f f i n g  I n f o r m a t i o n  

Actual Amended Projected Proposed

FY 2008 FY 2009 FY 2009 FY 2010

Authorized Positions 5.00 5.00 5.00 4.00

Hourly Employee Hours 543 0 0 550

Revenues
Fees and Service Charges 1,085$             1,250$             2,250$             2,500$             
Overhead Allocation Recovery 239,823           239,823           239,823           196,940           
Other Revenue 7,104               3,750               2,250               2,500               
General Fund Subsidy 602,742           380,337           293,280           585,002           
Total Revenue 850,754$         625,160$         537,603$         786,942$         

Expenditures
Salaries and Benefits 440,601$         471,377$         399,348$         398,319$         
Supplies and Services 90,700             100,651           90,255             88,623             
Special Projects 319,333           53,132             48,000             300,000           
Non-Capital Equipment 120                  -                       -                       -                       
Total Expenditures 850,754$         625,160$         537,603$         786,942$         
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City Clerk’s Office 
( C o n t i n u e d )  

 
 
P r o g r a m  P e r f o r m a n c e  M e a s u r e s  

 
 

 Actual Projected Proposed 

Performance Measures FY 2008 FY 2009 FY 2010 

Pages of Council and Redevelopment Agency minutes prepared and 
presented for Council and Redevelopment Agency approval 529 600 600 

Number of staff hours spent in support of 33 City Advisory Groups 
composed of 208 Members 359.4 450 450 

Number of customer service requests completed within 2 working 
days or by the requested deadline 802 950 950 

Number of filings of statements of economic interests 411 425 425 

Number of staff hours spent in support of statements of economic 
interests 406 250 250 

Number of staff hours spent on codification of the municipal code N/A 175 175 

Number of contracts and agreements, deeds and notices of 
completion processed N/A 225 225 

Number of resolutions and ordinances processed N/A 125 125 

Number of City Council and Redevelopment Agency agendas and 
packets prepared N/A 90 90 

Number of campaign statements processed N/A 50 50 

Number of staff hours spent on research requests N/A 150 150 

Number of phone calls received N/A 7,000 7,000 

Number of staff hours spent on the Council agenda packet process N/A N/A 1,050 

Number of staff hours spent on Council meeting attendance and 
follow-up N/A N/A 1,100 
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Human Resources 

 

( P r o g r a m  N o s .  1 5 3 1 ,  1 5 3 3 )  
 
M i s s i o n  S t a t e m e n t  
Develop effect ive pol icies and assist departments in the recruitment, 
development, and retent ion of quality employees in order for the City to 
provide a high standard of service to the community. 
 

P r o g r a m  A c t i v i t i e s    
 Provide a central ized program of personnel administrat ion for 1,500 

regular and hourly employees. 

 Provide guidance and personnel related information to employees and 
departments. 

 Establ ish job descript ions and compensation levels for 360 
classif icat ions. 

 Recruit,  test, and cert i fy appl icants for City posit ions. 

 Coordinate and assist departments on discipl inary act ions, performance 
issues, and complaints. 

 Provide staff  support to the Civi l  Service Commission. 

 Administer employee benefit  programs including health insurance, l i fe 
insurance, long and short-term disabi l i ty, f lexible spending accounts, 
deferred compensation and ret irement. 

 Administer leave programs and track employees who are on a leave of 
absence. 

 Conduct the New Employee and New Leader or ientation programs. 

 Manage the Learning for Excellence and Achievement Program (LEAP) 
and the City Leadership Academy (CLA). 

 Administer the Educat ional Reimbursement Programs. 
 

K e y  O b j e c t i v e s  f o r  F i s c a l  Y e a r  2 0 1 0  
 Ensure that City supervisors and managers complete 85% of 

performance evaluations on-t ime. 

 Provide 95% of classif icat ion recommendations to the requesting 
department within 45 working days of receiving the completed Posit ion 
and Salary Control Resolut ion from the department. 

 Complete the internal (promotional) recruitments within an average of 
39 working days. 

 Complete the external (open) recruitments within an average of 49 
working days. 

 

 

RECENT PROGRAM 
ACHIEVEMENTS 
 
Completion of the City’s 
1st City Leadership 
Academy.   
 
Provided performance 
evaluation training to 135 
managers and 
supervisors. 
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K e y  O b j e c t i v e s  f o r  F i s c a l  Y e a r  2 0 1 0  ( c o n t ’ d )  
 Hold two training updates with department representat ives on pert inent issues related to 

Human Resources, such as the Family Medical Leave Act, Personnel Action Forms (PAFs), 
etc. 

 Develop a training curr iculum, uti l iz ing in-house trainers, for the City Leadership Academy 
(CLA. 

 Part ic ipate as a member of the Financial Management System Replacement Project 
Committee in select ing the new f inancial management system. 

 
F i n a n c i a l  a n d  S t a f f i n g  I n f o r m a t i o n  

Actual Amended Projected Proposed

FY 2008 FY 2009 FY 2009 FY 2010

Authorized Positions 11.00 11.00 11.00 10.00

Hourly Employee Hours 418 438 181 0

Revenues
Overhead Allocation Recovery 550,057$         574,809$         574,809$         627,462$         
Other Revenue 104                  -                       -                       -                       
General Fund Subsidy 871,728           1,020,319        892,124           805,217           
Total Revenue 1,421,889$      1,595,128$      1,466,933$      1,432,679$      

Expenditures
Salaries and Benefits 1,039,816$      1,156,911$      1,124,827$      1,102,992$      
Supplies and Services 316,831           341,576           285,831           294,965           
Special Projects 49,595             81,140             40,775             24,722             
Non-Capital Equipment 3,047               10,001             10,000             10,000             
Capital Equipment 12,600             5,500               5,500               -                       
Total Expenditures 1,421,889$      1,595,128$      1,466,933$      1,432,679$      
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Human Resources 
 

( C o n t i n u e d )  
 

 
P r o g r a m  P e r f o r m a n c e  M e a s u r e s  
 

 Actual Projected Proposed 

Performance Measures FY 2008 FY 2009 FY 2010 

Percent of employee performance evaluations completed on time 90% 87% 85% 

Percent of classification recommendations to the requesting 
department within 45 working days of receipt of Position Description 
Form from the Department 

100% 95% 95% 

Days to complete internal (promotional) recruitments 27 28 39 

Days to complete external (open) recruitments 37 27 49 

Training sessions on pertinent issues related to Human Resources 2 2 2 

Applications reviewed / processed 4,567 2,500 3,000 

Recruitments conducted 109 35 50 

Employees (regular and hourly) hired 614 450 500 

Turnover of regular employees 8.71% 6% 6% 

Personnel actions, such as new hires, promotions, resignations, 
merit increases, etc. processed by HR staff 3,275 2,500 2,500 

Percent of management positions filled by internal promotion 50% 70% 60% 

Percent of supervisory positions filled by as internal promotion 95% 70% 60% 

Supervisor / manager requests for assistance regarding disciplinary 
issues 529 500 500 

Employees who made benefit changes during Open Enrollment 509 400 400 

Employee requests for assistance regarding benefits 8,604 8,000 8,000 

Total LEAP training hours provided to employees 1,402 1,000 700 

Average number of LEAP training hours attended per employee 13 13 11 

Number of staff hours in support of the City Leadership Academy N/A 240 240 
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Information Systems 
 
 

( P r o g r a m  N o s .  1 5 4 1 ,  1 5 4 2 ,  1 5 4 3 )  
 
M i s s i o n  S t a t e m e n t  
Provide computer support in Financial,  GIS, Web Services, and Citywide 
appl ications; ensure rel iable network operat ion; provide computer training 
and Help Desk support to City staff  to enhance the effect iveness of City 
operat ions. 
 

P r o g r a m  A c t i v i t i e s   
 Provide a rel iable and secure computer infrastructure with a high-speed 

network access to City facil i t ies. 

 Maintain, upgrade, and support 760 desktop computers and 50 
infrastructure and appl ication servers. 

 Support the Financial Management System (FMS) and City-wide and 
departmental applicat ion systems. 

 Support the City’s GIS system and create and maintain centralized 
standards-based maps and reports.  

 Provide computer training from City staff  and contract vendors. 

 Provide a single source Help Desk support service for quick and 
effect ive problem diagnosis and resolut ion. 

 Provide rel iable and user fr iendly City publ ic Web site and internal 
Portal services. 

 Provide technical assistance support to departments for hardware 
select ion, appl icat ions, and operations. 

 

K e y  O b j e c t i v e s  f o r  F i s c a l  Y e a r  2 0 1 0  
 Resolve 75% of Help Desk “user support” requests for assistance at 

t ime of cal l and 85% of al l  service requests within 1 business day.  

 Resolve 98% of Crit ical Out-of-Service requests within 1 Business Day.   

 Maintain an uptime of 99.8% of the City’s Wide Area Network, cr it ical 
f i le and appl icat ion servers, and the City’s Financial Management 
System. Maintain an uptime of 99% of the City’s Geospatial Data 
Browser and GIS servers. 

 Ensure 99% of part icipating employees report that training provided 
resulted in improvements in their abi l i ty to use computer applicat ions. 

 Maintain a 95% or higher customer satisfact ion rat ing on service 
requests. 

 

 

RECENT PROGRAM 
ACHIEVEMENTS 
 
Implemented centralized 
GIS to all departments, 
Replaced the backup 
system with new ” bit 
based”  backup  
technology, 
Began a 5 year 
infrastructure upgrade 
with new server and 
storage technology and 
virtualized server benefits. 
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K e y  O b j e c t i v e s  f o r  F i s c a l  Y e a r  2 0 1 0 ( c o n t ’ d )  
o  Analyze the IS rate structure to determine its effect iveness in maintaining support 

requirements, funding new technology, increasing reserves and replacing infrastructure 
equipment by September 15, 2009. 

o  Upgrade four core network routers and equipment by January 30, 2010. 

o  Upgrade the City’s Web server Content Management System by June 30, 2010. 

o  Complete the Centralized GIS project by: upgrading addit ional workstation software l icenses, 
adding 17 new feature classes to the central ized geo-database, and enhancing the interact ive 
web mapping applicat ion to replace the legacy Geospat ial Data Browser by June 30, 2010. 

o  Resume the Financial Management System Replacement Project by select ing a product, 
developing an implementation plan and begin implementat ion within 4 months of the decision 
to proceed. 

o  Update and publish the FY 11 IT Strategic Plan by June 30, 2010.  

 Implement new Server and Storage technology equipment by December 30, 2009 

 Implement Virtual Server technology for Server and Storage equipment by June 30, 2010.  

 
F i n a n c i a l  a n d  S t a f f i n g  I n f o r m a t i o n  

Actual Amended Projected Proposed

FY 2008 FY 2009 FY 2009 FY 2010

Authorized Positions 15.50 15.50 15.50 14.50

Hourly Employee Hours 1,172 1,032 1,097 0

Revenues
Fees and Service Charges 2,536,146$      2,546,684$      2,546,684$      2,435,147$      
Total Revenue 2,536,146$      2,546,684$      2,546,684$      2,435,147$      

Expenditures
Salaries and Benefits 1,600,176$      1,734,048$      1,629,964$      1,597,632$      
Supplies and Services 564,366           654,342           589,359           571,175           
Special Projects 14,468             4,979               4,979               1,700               
Non-Capital Equipment 296,555           268,279           267,279           240,310           
Appropriated Reserve -                       13,433             10,750             24,330             
Operating Expenditures 2,475,565$      2,675,081$      2,502,331$      2,435,147$      
Capital Revenue 450,000$         1,030,350$      200,000$         133,333$         
Capital Program 148,484           1,484,700        437,050           133,333           

Addition to / (Use of) Reserves 362,097$         (582,747)$        (192,697)$        -$                     
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P r o g r a m  P e r f o r m a n c e  M e a s u r e s  
 

 Actual Projected Proposed 

Performance Measures FY 2008 FY 2009 FY 2010 

Percent of requests for assistance resolved:    

At time of call 49% 62% 75% 

Within one business day 72% 83% 85% 

‘Critical Out-of-Service’ requests resolved in 1 business day 90% 100% 98% 

Percent uptime of the City's:     

WAN  and critical file and application servers 99.4% 99.7% 99.8% 

Financial Management System 100% 99.9% 99.8% 

GIS server 100% 100% 99% 

Percent of City users rating IS service satisfactory or better 95%  99% 95% 

Percent of employees reporting the training provided will result in 
improvements in their ability to use desktop applications 99% 100% 100% 

Help Desk Service Requests resolved at Time of Call 9,818 4,000 5,000 

Infrastructure Support Service Requests Completed N/A N/A 400 

‘Critical Out-of-Service’ requests completed 226 25 25 

FMS service requests completed 1,179 1,050 1,100 

GIS service requests completed 715 580 550 

Web service requests completed 1,106 1,150 1,000 

Computer Users supported 1,158 1,170 1,150 

Network devices supported 746 760 760 

Computer Users supported per FTE 184 142 151 

FMS users supported per FTE 137 147 140 

GIS users supported per FTE 179 233 250 

Web content managers supported per FTE 179 181 180 

Training enrollments (internal City and vendor provided classes) 935 800 650 

 

 




